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Abstract
Nowadays the achivement of quality management according to the european standards is
very important for each organization.This is possible with the help of managers who agree
to do their best for the progress of the company. All these aspects can be found in the
present work.
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Introduction
According to the current changes occurring on the international markets
and  the influences that these  markets have  for the companies is  necessary an
increased adaptability of traders to any changes. This adaptability can be achieved
first  of  all through the  leadership  perceptiveness from the higher hierarchical
levels, and then by accepting changes by everyone in the organization.
During the ‘70th, in a business environment that was favorable and where
the changes were happening relatively slowly, the leadership could be provided by
the  executive  director  and  a  few  people.  There  are  several  reasons  why the
companies, even the very good ones, have encountered difficulties in adjusting to
the  new  business  environment.  The  most  obvious ones bind  to  the  inherent
difficulty to accomplish these tasks. All the evidences that we have suggest that
finding some people with leadership potential is a very hard job than finding those
people with management potential and then develop those skills.
If an analysis is  made  on the evolution of  the  main factors  of
competitiveness the following can be pointed out:
- until 1950, the most important factor was the development of some products with
lower  prices, due  to the  use  of a cheap workforce, mainly through job
specialization that allows the use of reduced stuff training, without any demands
for a good remuneration;
- until 1980, the product price continued to be a competitiveness factor, developed
during this period because of an automated  production, reducing the costs for
labor and increasing labor productivity at the same time;
- after 1980 two important new factors of competitiveness appeared, namely,
product quality and the ability to adapt to the market requirements. In a strong
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circumstances the result was that only those organizations have survived, which
have been able to provide the flexibility needed to meet consumer requirements
regarding the distribution and the product specifications.
1. Leadership and quality management
A strong leadership with weak management is not a good combination.
The leadership produces changes. This is its main function. In cases of
effective leadership, the direction of that change is carefully selected in an activity
that is the essence of what leadership means. Establishing a pattern is never the
same  as  planning  or  long-term  planning,  although  people  often  confuse  them.
Planning is a managerial process, with a deductible fundamental nature and its
main purpose is to facilitate the production of ordered results, without making any
changes. This thing is not the same with establishing leadership orientation.
According  to  ISO 9000:2000, quality  management coordinates  the
activities to direct and control an organization regarding to quality. Coordination
and control of quality generally includes establishing quality policy and quality
objectives, quality  planning, quality  control,  quality  assurance  and quality
improvement.
In literature several definitions are givven for quality management.
Juran  defines  quality  management  by  its  functions  in  terms  of  quality
triology.  According  to his  theory  quality  management  includes three  main
processes: quality planning, quality control and quality improvement.
Kelada considers that quality management is a set of activities aiming to
achieve  some goals by optimal  use of  resources. This set includes planning,
coordination, organization, control and quality assurance.
So, overall the quality  management is the  process  of  identifying and
managing the activity needed to achieve the quality objectives for an organization.
Attempts to define the concept of quality management have highlighted the
following issues:
- It is a policy or strategy of the organization on quality field;
- It is a philosophy that describes the objectives of the organization in quality field;
- It represents an overall quality strategy;
- It represents the  policy of the organization, which tends to mobilize all members
to improve the product quality;
- It represents clients meeting needs regarding the product quality.
Implementing a quality management system requires an organization-wide
change; the crucial role is  for  the top  management which  has  to  establish the
organization's quality policy. Not all the changes lead to a complete success. The
main  reason is  that managers try to  impose certain conditions (essentially
beneficial) on unprepared ground.
The vision of an organization means the values and the beliefs which will
direct its future development. In other words, the vision is understood as being the
representation of what the organization wants to be in the future. Translating the
vision into a space time with measurable definition of tasks is done by means ofStudia Universitatis “Vasile Goldiş” Arad       Seria Ştiinţe Economice Anul 21/2011 Partea X
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elements that are assigned a specific meaning of strategic management - mission
and objective.
The mission clearly  defines the  strategic  orientation of  business
organization. Each employee must understand the mission and the vision of the
organization so that the individual efforts have to support the mission. When the
employees do not take into account the strategic orientation of the organization and
the people or the departments only pursue their own goals, it will be impossible for
the organization to achieve the objectives.
According  to Juran, policy is "a written set  of principles, measures,
provisions, instructions issued  by the  management of  an organization". The
organization must adopt such a policy by which to define the position it wants to
own on the market, by quality:
- exclusive leadership role;
- a shared leadership role with other organizations;
- be at the same level as the competing organizations;
- only to worry about achieving quality.
The talks  about  vision  and its  development tend  to  degenerate  into
metaphysics. However, it is understood that the outlook is indeed very mysterious
and is certainly not something in which the ordinary people should be involved.
The guideline for developing a good business is not a magic one; it is mainly an
analytical process of collecting information. People who can concept such visions
and strategies also tend to have a comprehensive strategic thinking and are willing
to assume risks. The visions and strategies are sometimes very innovative.
2. The organisational culture and quality
The  success  of  an  organization  in  improving  quality  of  all  activities
depends on the ability of managers to develop human relationships, to recognize
and  evaluate  each  of  the  individual  characteristics  and  talents,  to  give  each
employee the opportunity to reach their full potential, to develop and continually
educate the entire staff.
The  organisational culture is  the fact of each day, by which one can
highlight the values and traditions. It shows how the employees behave at work,
their  expectations from  the organization and from other employees, which is
normal in dealing activities.
Culture means  beliefs,  values,  norms  and  rules that  prevail  in  the
organization.
The organizational culture that focuses on quality is a guarantee for any
organization to survive and to continue development of activities whether if they
operate  on a  highly  competitive  market environment or in an economically,
socially or politically unfavorable  climate. This  is because  the organizational
culture, through its components, is that which dictates certain rules of employees’
behaviour, it guides how employees perceive and represent their reality, how is
"right" to respond to the environmental changes. As regarding the "quality" as "a
measure of provided satisfaction" the organisational culture  focuses on the quality
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social environment, etc.) that consistently leads to obtain satisfaction for all those
who are directly or  indirectly interested  in the  organisation (community,
employers, staff, clients, suppliers, etc.).
The  organizational culture  is  presented  more  with  powerful procedural
configuration  elements,  rather  than  as  a  structure  in  the  classical  sense  of  the
concept. The essence of the organizational culture is not what is visible on the
surface, but what is shared by groups of people from the organization, how they
understand and percept the world. The organizational culture is a combination of
conscious and unconscious human elements, rational and irrational ones, individual
and group; between them the complex and interrelated fluid takes place, with a
major impact on the functionality and performance of the organization.
Due to the differences between departments or because of differences in
training, the same organization may have multiple (sub) cultures. Therefor specific
manifestation forms of organizational culture can exiat in the main level of the
organization and at the various professional groups existing in the company. The
high quality of the activity of branches or divisions of the company existing in
other countries also implies, involves the existence of the own culture in each unit.
Both in the units that are subsidiaries or divisions of the organizations, as
well as in the various branches of the same organizational unit, beliefs, aspirations
and the way in which organizational behavior has certain specific elements reflect
the  defining characteristics  and the  main conditions of the activities achieved
within them. The fact that these expressions of culture coexist, are in conflict or
lead to a common culture depends on the existence of a common experience that
can overcome the various problems in the general structure of the organization.
These different manifestations can  be  important  in major organizational
subdivisions mainly in medium  and  large sized organizations with activities of
great complexity and  diversity, where between the  main compartments
(workshops, sections, departments, factories etc.) there are major differences.
Whatever the particular form of manifestation of organizational culture (at
the organizational level, subdivisions or groups having the same profession) are
common  elements that give the  organization as  a  whole unit, but unavoidable
conflict may arise between them, the  task  of  the management is to encourage
convergence to try to develop an organizational culture as homogeneous as it could
be at the level of the organization.
The development  of  an organizational culture focused  on  quality
determines for all groups in the organization (regardless the hierarchical level, the
level of  training or degree of complexity of  the work performed) a uniform
approach to work within the  organization and the relationship with  economic,
social or political organization operates. This homogeneous approach of  reality
inside and outside the organization is achieved through the values and standards of
conduct imposed by promoting the principles of quality of management throughout
the organization.
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On  an evolutionary scale, after the Quality  Management, the Change
Management follows which  represents an  upgrade of quality rather not by
improving the existing processes, but by their removal and their replacement by
others that are completely new.
The  first  aspect of the Quality Management concept,  is "Total  Quality
Management (TQM),  which  takes into account all factors of  success of the
organization: management, processes,  customer  satisfaction, relationship with
suppliers, staff motivation and qualifications. TQM covers all the objectives  of
society, not just those that affect the quality of products and services.
Of  all  the  challenges  posed  by  quality,  in  general,  85%  of  them  are
resolved  with  management  solutions  and  only  15%  are  resolved  by  technical
solutions. Any process that involves a sequence of activities that transform inputs
into output data and use resources has a technical and a social component.
Deming said: "Do not deal with the issue of quality: it isn’t compulsory to
survive!"
It  can  be  considered that  adopting  a  quality  management  system  is  a
strategic  decision  of  an  organization.  The  decision  to  implement  and  certify  a
quality management system (QMS) that meets ISO 9001:2000 requirements may
be taken for various reasons, namely:
· better management for the processes
· internal control
· gain prestige
· creating a positive image
· demonstrate the company's professionalism and thoroughness
· customer focus and continuous improvement
· broadening the sales market
· increased turnover
· reduced operating costs
· main competitors are certified
· customers  claim/requests
· willingness to expand foreign markets
· increasing the possibility of selling
· participation in tenders, etc.
The QMS is designed,  when it  accomplishes the  requirements  of  ISO
9001:2000. Naturally also ISO 9000:2000 and ISO 9004:2000 standards can be
found; they are actually guidelines, which in fact are some main directions, but
QMS must meet needs, not only main directions. The quality system is evaluated
on the basis of a diagnosis, establishing the degree of conformity to ISO 9001:2000
requirements. Once QMS has been  designed, documented and implemented an
internal  audit should  be  performed to make  sure  that every requirement of the
standard is met, these beeing resolved, the QMS may require certification by a
company that is acreditated, which, based on an audit, establishes the agreement
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ISO 9001:2000, ISO 9004:2000, etc. being adopted by the European Community,
as European Norms (EN), they are named EN ISO 9000:2000, EN ISO 9001:2000,
EN ISO 9004:2000, etc. These European Standards exist in three official versions,
namely, English, French, and German. After translation into Romanian, the third
editions of the ISO standards have been approved by the president of Romanian
Standard Organisation (ASRO) in January 2001. These standards are identical to
the European standards, and the Romanian version are SR EN ISO 9000:2001, SR
EN ISO 9001:2001, SR EN ISO 9004:2001, etc.. (SR = Romanian Standard).
"All the  requirements  of SR EN ISO 9001:2001 are generic and are
intended for implementation by all the organizations, regardless of type, size and
product provided”.
SR EN ISO 9001:2001 does not require a formal certification of QMS's.
Some  organizations  may  accomplish the  standard requirements  without being
certificated by an accredited organism, but it is unlikely that they are credible to
customers, unless a certification made by a third acreditated institution.
The basic idea when it comes to designing and implementing of a QMS is
that  the  organization is  percepted as  a  network  of  processes.  To  meet  various
requirements in order to master the development and continuous improvement to
drive the change, there are necessary a unified concept and vision of the whole and
its parts. Fractal approach of the process, which means that every detail to reflect
the general structure makes complex systems, with their connections and interfaces
can become clear.
Increased effectiveness and efficiency of an organization are determined
by the management of a system of interrelated processes.
Effectiveness = to get what you plan
Efficiency = between the results and the resources consumed leads to a
supply in favor of the results.
Effectiveness + Efficiency = Improvement
The approach  based  on  the  process  aims  to  create  a  dynamic  cycle  of
continuous  improvement  and allow  to  the organizations  to  achieve  better
performance  in  terms  of  product  and  business  itself,  economic  efficiency  and
reduce  costs. The  processes use material resources, financial  resources, human
resources that have to be allocated in an optimal way through the proper processes.
The principle based on the approach in conjunction with the concept of process is
the  P-D-C-A (Deming Cycle)  and PVEA Plan, Perform, Check, Act. It is a
dynamic cycle that can be applied to existing processes into an organization, being
associated  with  planning,  implementation, monitoring and continuous  process
improvement.
· Plan – is achieved by setting objectives and necessary processes
· Perform – the processes must be implemented
· Check – the process and the product must be monitored and measured against the
policy,  the objectives and  the product  requirements, and the  results  must  be
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· Act – must be established and we have to act continuously if we want that the
processes be improved
The processes that can be identified in an organization are of two kinds:
• Main processes
• Support processes
Main processes are:
• Product realization
• Providing resources
• Measurement of the product
• supply
• Customer satisfaction survey
Support processes can be linked to:
• Transport
• Maintenance
• Handling
• Packaging
• Activity accounts, etc.
4. Final remarks
The organization of our time can not survive on the market economy in
conditions of constant changes that occure in the economic environment without
being  coordinated  in  an  efficient  and  effective  way; the consistent  products,
services,  processes that  take  place in  this  organization  have to  be improved,
upgraded and brought into line with customers requirements.
Achieving an effective  management  is  accomplished  through  training
leaders, which have personality and charisma appropriate to the position they have.
These  leaders  are  the  ones  who need  to  build  an  organizational  culture  in  the
company. Inside the organizational culture, quality culture plays an important role.
Implementation of the quality concept in any organization, both in terms of
products, services, processes or entire quality management system is the duty of the
top management that means the leaders who are in front of the organization.
The Quality Management System is not a fashion, but a natural process of
evolution.
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